
Organizational Provider Operations Handbook CMHS Version        
 
 
 
 

Organizational Provider Operations Handbook CMHS Version 
County of San Diego Health & Human Services Agency 
[Appendix to Mental Health Plan and Incorporated by Reference into Provider Contracts]  1 
Rev. 2006 

TABLE OF CONTENTS Rev. January 2006 

 
Section A – Compliance and Confidentiality 
 Provider Compliance Programs A-1 
 Elements of a Compliance Program A-1 
 Code of Conduct A-1 
 MHP’s Compliance Hotline A-1 
 Confidentiality Standards and Requirements A-2 
 MHP Responsibilities A-2 
 Provider Responsibilities A-2 
 Specific Procedures for Providers A-4 
 Coding and Billing Requirements A-4 
Section B – Accessing Services  
 Access and Crisis Line B-1 
 Referrals to the ACL B-2 
 Provider Interface With the ACL B-2 
 Receiving Referrals from the ACL B-3 
 Walk-In Cases B-4 
 Access to Interpreting Services B-4 
 Service Delivery Prioritization for Outpatient Services B-5 
 Youth Transition Services B-6 
 Clients Who Must Transition to a New Provider B-6 
 Dual Diagnosis Capable Programs B-7 
 Undocumented Clients B-7 
Section C – Authorization of Reimbursement for Services  
 Authorizing Outpatient Services C-1 
 Medical Necessity for Outpatient Services C-2 
 Seriously Emotionally Disturbed (SED) Clients C-2 
 Utilization Review C-3 
 Utilization Management Activities Delegated to Organizational 

Providers 
C-4 

 Specific Procedures and Criteria for Non-Hospital Care Levels C-4 
 Outpatient Providers C-4 
 Day Rehabilitation and Day Intensive C-5 
 Therapeutic Behavioral Services C-5 
 Beneficiary Rights C-6 
 Client Grievances and Appeals C-6 
 Notices of Action (NOA) C-6 
 Program Monitoring C-6 
 Authorizing Inpatient Services C-7 



Organizational Provider Operations Handbook CMHS Version        
 
 
 
 

Organizational Provider Operations Handbook CMHS Version 
County of San Diego Health & Human Services Agency 
[Appendix to Mental Health Plan and Incorporated by Reference into Provider Contracts]  2 
Rev. 2006 

TABLE OF CONTENTS Rev. January 2006 

 Medi-Cal Funded Child and Adolescent Inpatient Services C-7 
 Realignment Funded Child and Adolescent Inpatient Services C-7 
 Medical Necessity for Child and Adolescent Inpatient Services C-7 
 Coordination of Care C-8 
Section D – Interface with Physical Health Care Provider  
 Coordination with Primary Care Physician D-1 
 Pharmacy and Lab Services D-1 
 Physical Health Services while in a Hospital D-2 
 Healthy San Diego Recipients D-2 
 Beneficiaries Not Enrolled in Healthy San Diego Plans D-3 
 Transfer from Psychiatric Hospital to Medical Hospital D-3 
 Home Health Care D-3 
 Healthy Families Enrollees who are referred for Services by CMHS  D-3 
 Coordination of Physical and Mental Health Care D-4 
Section E – Management Information Systems  
 InSyst E-1 
 Provider Support through UBH Customer Service (Help Desk) E-1 
 Connecting to the System E-3 
 System Training E-3 
 System Authorization E-4 
 Clinical Staff Profiles E-4 
 Security and Confidentiality E-5 
 User Manual and Reports Manual E-5 
 InSyst Reports E-5 
 Other Reports E-8 
 New Reports E-9 
Section F – Quality Improvement Program  
 Client and Provider Satisfaction F-1 
 Clinical Effectiveness F-2 
 Uniform Medical Record F-2 
 Chart Review F-2 
 Medi-Cal Recoupment and Appeals Process F-3 
 Certification, Recertification and Annual Site Reviews F-3 
 Reports and Plans of Correction F-4 
 Medication Monitoring F-4 
 Accessibility of Services  F-5 
 Unusual Occurrences Reporting F-5 
 Emergency Services F-5 



Organizational Provider Operations Handbook CMHS Version        
 
 
 
 

Organizational Provider Operations Handbook CMHS Version 
County of San Diego Health & Human Services Agency 
[Appendix to Mental Health Plan and Incorporated by Reference into Provider Contracts]  3 
Rev. 2006 

TABLE OF CONTENTS Rev. January 2006 

 Urgent Services F-5 
 Routine Services F-5 
 Unusual Occurrences Reporting F-5 
 Performance Improvement F-6 
 New Outcome Tools F-6 
 Wait Times F-7 
 Performance Information Through InSyst and Monthly Status 

Reports 
F-7 

 Uniform Medical Record F-7 
 Quality Management, Short-Doyle/Medi-Cal Requirements F-8 
  
Section G – Provider Contracting  
 Provider Contracting G-1 
 Contractor Orientation G-1 
 Notification in Writing of Status Changes G-2 
 Site Visits G-2 
 Monthly Status Reports G-2 
 Corrective Action Notice G-3 
 Contract Issue Resolution G-3 
 Claims and Billing for Contract Providers G-3 
 Contractor Payments G-3 
 Budget, Cost Reports and Supplemental Data Sheets and Claims G-3 
 Submitting Claims for Services G-4 
 Overpayment G-4 
 Short-Doyle/Medi-Cal G-4 
 Definitions G-4 
 Medi-Cal Revenue G-5 
 Medi-Cal Disallowance G-5 
 Provider Self Reporting of Billing Disallowances G-6 
 Billing Inquiries G-6 
Section H – Provider Issue Resolution  
 Provider Issue Resolution H-1 
 Informal Process H-1 
 Formal Provider Problem Resolution Process H-1 
 Formal Provider Appeal Process H-2 
 Complains and Appeals for Denials of Authorization or Payment for 

Services 
H-2 

 Contract Administration and Fiscal Issues with MHP Contracts H-3 



Organizational Provider Operations Handbook CMHS Version        
 
 
 
 

Organizational Provider Operations Handbook CMHS Version 
County of San Diego Health & Human Services Agency 
[Appendix to Mental Health Plan and Incorporated by Reference into Provider Contracts]  4 
Rev. 2006 

TABLE OF CONTENTS Rev. January 2006 

Section I – Beneficiary Rights and Issue Resolution  
 Beneficiary Rights and Issue Resolution I-1 
 Provider Selection I-1 
 Advance Health Care Directive Information I-1 
 Language Assistance I-3 
 Client Right to a Second Opinion I-4 
 Notice of Action – Assessment (NOA-A) I-4 
 Notice of Action – B  (NOA-B) I-5 
 Additional Types of Notices of Action I-5 
 Client Grievances and Appeals I-5 
 Grievance Process I-7 
 Appeals Process I-7 
 Expedited Appeals Process I-8 
 State Fair Hearing I-8 
 Provider Appeal Process I-8 
 Monitoring the Beneficiary Problem Resolution Process I-9 
 Periodic Notice of Client Rights I-9 
Section J – Cultural Competence  
 Cultural Competence J-1 
 Specific Contract Requirements J-2 
Section K – Training  
 Required  Training K-1 
 QI Unit Training K-1 
 HHSA Training K-2 
Section L – Staffing and Supervision  
 Staff Qualifications  L-1 
 Clearances for Work with Minors L-2 
 Supervision and Management Requirements L-2 
 Professional Licensing Waiver Guidelines L-3 
 Staff Mix L-4 
Section M – Data Requirements  
 Data Collection and Retention  M-1 
 Outcomes Tools and Requirements M-1 
 Additional Outcomes Measures M-1 
 Client Satisfaction M-2 
 Symptoms/Functioning M-2 
 Research Projects Involving Children’s Mental Health Clients M-2 
 Medi-Cal Administrative Activity Recording M-3 



Organizational Provider Operations Handbook CMHS Version        
 
 
 
 

Organizational Provider Operations Handbook CMHS Version 
County of San Diego Health & Human Services Agency 
[Appendix to Mental Health Plan and Incorporated by Reference into Provider Contracts]  5 
Rev. 2006 

TABLE OF CONTENTS Rev. January 2006 

Section N – Practice Guidelines  
 Comprehensive, Continuous, Integrated System of Care (CCISC 

Model) 
N-1 

 Drug Formulary for Mental Health Services N-2 
Section O – Quick Reference  
 Phone Directory O-1 
 Attachments  O-1 
   
   
   
   
   
   
   
   
   
   
 


	Section A – Compliance and Confidentiality
	Specific Procedures for Providers
	Coding and Billing Requirements
	Section B – Accessing Services
	Access and Crisis Line

	Section C – Authorization of Reimbursement for Services
	C-4
	Specific Procedures and Criteria for Non-Hospital Care Levels
	C-6

	Section D – Interface with Physical Health Care Provider
	Section E – Management Information Systems
	Section F – Quality Improvement Program
	Section G – Provider Contracting
	Definitions
	Medi-Cal Disallowance


	Section H – Provider Issue Resolution
	Informal Process

	Section I – Beneficiary Rights and Issue Resolution
	Beneficiary Rights and Issue Resolution

	Section J – Cultural Competence
	Section K – Training
	K-1
	K-2

	Section L – Staffing and Supervision
	Section M – Data Requirements
	Section N – Practice Guidelines
	Section O – Quick Reference


